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INTRODUCTION 



How are you going to, use your jcft> skills after you finish 
school? 



Have -you ever thought about starting your own wheelchair # 
transportation service? J 

This module describes people who have started and managed a 
wheelchair transportation service. It gives you an id-ea of 
what they do and some of .the special skills they need. , 



You will read about 

planning a wheelchair transportation service ^ 
choosing a location K \ 

getting money to start ■ 

being iu charge 

organizing the work * * s 

setting prices 
advertising and selling 
+ keeping financial records 

keeping your business successful 

You will also have a chance to practice some of the things 
that wheelchair transportation service owners do. 

Then you will have a better idea of whether a career as a 
wheelchair transportation service owner is for you. , 



•Before you study this module, you may want to read 
Module 1, Getting Down to Business: What's It All About ? 



When you finish this module, you might want j;o read 
- Module 14, Getting 'Down to Busine ss: Nursing Service; 
Mod tile 16, Getting 6own to Business:' Health Spa . 



These- todules are related -to ftther businesses in the health 



area. , 
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Planning a Wheelchair Transportation Servicffc 



Goal: To help you plan your wheelchair transportation 
service. ' * ■ 



Objective 1: Describe the services, customers, and 
competition of a wheelchair transportation 
service. 

Objective 2: List three personal qualities a 
/ wheelchair transportation service owner should 
have. 

Objective 3: List three ways to help your 

wheelchair transportation service "standout" 
from its competition. 

Objective 4: List two special legal requirements 1 
for running a wheelchair transportation service. 



r 
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- CHUCK NG PLANS A WHEELCHAIR TRANSPORTATION SERVICE 

i * . 

• Chuck Ng always dreamed of owning his own business. He 
had two goals for his business. He wanted to make a good 
living, and he. wanted tO/tielp other people in some w,ay. 
Since graduating from high school' five years ago* he had' „ 
been .working toward these goals. • ^ ** • 

• Chuck drove a taxi part time to support- himself and to 
save money forvjijis business. He took business "clasgek at 
.night. He also took an .introductory class>on ^'Careers in 
the Health Field" at a* community college to see I19W he 
might combine his interest in helping people with his 
interest in 'business.' He al6o had done some volunteer work- 
at a hospital during, high school. , 
' . * 

For'a \while, Chuck thought about starting a-n ambulance 
service. (But he learned that it would cost* too much money 
to start the kind of emergency ambulance service that was 
needed. Then, Chuck learned about non-emergency medicals 
transportation for people who needed assistance or were in 
wheelchairs. * ■* . - 

4 

"Perhaps this is the business far< me. I really like 9 
driving a taxi. But I'dlike to be of mbt / e-help to 
. people in the business I run. v I'm a good' driver, and I 
can get along with old or handicapped people real well. 
I was comfortable around them when I worked at the 
hospital a few years ago." 

Chuck began to plan Ms business. First he decided to* 
try it out himself and see what he could learn. He got a 
job as a driver with AAA Ambulette Co. , one of the two 
local wheelchair transportation businesses. Chuck^liked' 
driving elderly and wheelchair patients to their' doctor'^ 
appointments or home from hospitals and nursing 'homes. He 
enjoyed meeting* the doctors and -nurses along ^the way. 

He also learned about the business. He learned about, 
the vans and equipment he would need and the tasks he would 
have to do to run a service. Chuck was excited: 

"I "think I'm off to, a good start. I've chosen a busi- 
ness I think I'll be good §t, and I know how to, v get 
started. I know I'll have to work hard, but it will be 
worth it. I think I'll name my business 'Medivan.'" 



Planning a Wheelchair Transportation Service 

There are many, many smaljl, businesses in AmerJLca. Small businesses 
'can have ag few as one 'worker (the owner) or as many as * our workers. A, 
small business owner *is "self-employed. " Often a whole family works 
tjogether J.n a small business. 

Chuck Ng. wanted/to start his own wheelchair transportation service. 
As you work through this module, you will see how Chuck 1 s business, 
develops., In this section, you will learn about four things involved in 
planning -a whefelejiaiy transportation setvice: j. 

• * deciding 'what; services, customers, and competitiqrj your service. 

will have ; r ' 

• deciding what personal qualities and skills you wi4lr need; 

• knowing how* to compete well; and. 1 

• learning about* ^he legal requirements for running che business. 



Services, Customers, ,and Competition " \ 

An~fcmportant planning ^step is to decide what* services tj> offer, who 
your customers will be, and what 'your competition is. j 

' • • i 

Services . A wheelchair transportation serv^ce^provid^S non-emergency 
"transportation for sick, elderly, and wheelchair patients. It provides I 
transportation mainly for medical purposes. ' This .includes transporta- 
tion to and from tospitals and nursing homes* It also irtcludes visits 
to* doctors, dentists, clinics and special treatment centers/ especially 
kidney dialysis units. Services can be provided on a regular basis or 
on an occasional, as-needed basis. Transportation is sometimes provided 
for non-medical reasons, too. Examples include social and recreational^ 
gatherings, shipping and beauty parlor .trips, 'and airport transportation. 

■ ' 6 10 ■ 



Customers * Customers will be people who are confined to wheelchairs 
or who need help in being mov6d from, place * to place. By far t}*e largest 
number of customers (90% or, more) are elderly patients who are covered 
by Medicaid programs (Medi-Cal in Calif ornia) , and whose doctors have 
requested transportation for medical reasons.* In addition, about «h*lf' 
the people who use ^wheelchair* transportation are ^pa^ients needing regu- 
lar, medical treatment. These are mainly patients needing kidney dialy- 
sis. Occasionally, customers will include younger .people disabled by 
accident or illness, and private patients wanting non-medical transpor- 
tation. 1 . . 

Competition * The -wheelchair transportation bubi-ness is a growing 
industry* In some areas, there is already a lot of competition/ In 
some communities, especially small ones , ^ ambulance companies may be youi 
main competition. *If they don't already, have wheelchair vans, you can 
offer, much cheaper transportation for wheelchair patients. In some 
areas, wheelchair transportation services (ambulette services) already- 
exist. Some taxi companies .offer wheelchair services, too. Like Chuck 
Ng, you can learn about ^our Competition in- the Yellow Pages. Look up 
"Ambulance Servi"oe" and find listings for such things as ambulettes, 
wheel cha^r cars, and wheelchair transportation. 



* \ * i 

Personal Qualities and .Skills . * 

* ♦ • 

Chuck tig decided that he was suited t| run a wheelchair transporta- 
tion service. The^qualities that Chuck had' an^ that you will heed to 
run this type of business include J:hes'e : / 

• a desire 'to help people ; % 

• ' understanding pf elderly pteople ai\d their illnesses. You must 

be gentle and pa.tient. You can't be squeamish; 

• interest ip the health area and liking to be arou'nd people in 
the^ health professions; 



* Medicaid is a govetnment-supported medical insurance program for the 
elderly and poor. \ K 



\ 



* ability to communicate well and to "sell". yourself and your 
services^ and , - - . ' v 

willingness "to" work Hard and do all types of jobs £he business 
needs to have done. 'As< one owner put i't^ "You have to be 
filling to"- work 125% of the time. Don't count on "being, kn 
executive- right away." t * * 



• •• • .. * ~ : 

There is no set list of requirements for 'running a wheelchair ser- 
vice. But a knowledge of basic business skills (especially accounting) 
is important. Basic office skills such as typing and .filing are also 
helpful. In addition, a, course in basic ffest aid should be taken* 
Finally, experience working for a -wheelchair transj^p?tation service, as 
Chuck had, would be helpful. , , • > 



How to Compete AJell 



Chuck will have to compete, with two other wheelchair services in his, 
area. What can \\e do to compete successfully? ^ • ' 



Created a special' business image . Create a business Image that will " 
stand 'out in people's minds. Think up a "catchy"\iairie*f or the business-. 
Have nice, neat vans with the' name clearly showing. Introduce yourself 
to local ^doctors, hospitals,, and nursing homes with this approach: "I'm 
' *^iew in the business. I have the ttme^and desire to offer excellent 

service. v Try me out.*" Hire friendly, thoughtful drivers who will be 
. youiL, "jjjpod-wiJ.lv ambassadors. s ' AnJ^aW^ys be .honest to customers. If 

you 1 re- going 'tb be late, tell them. Just'be sure you're usually on time.' 

• • ■ / 

\ Offer special -services . Try to bfc unique. > Offer services that the. +) 

competition does^not offer. For example, you might consider the ^ 

/ \ . 

j * following: * , , ^ v 

. • •» * . 

• a shuttle service for a senior citizens' -community; 



transportation for handicapped outings such as theatre trips, 
"church activities, and picnics; and 

- \ 9 ' ' : 
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• assistance to hospitals in transferring psychiatric or alcoholic 

* ^ • & 
patients to special^ treatment centers. v. 

* f . c * * 

Cooperate with Medicaid .^ Almost all of your money will come from 
Medicaid payments. It is -iniportant Chat you* try to meet the require- 
ments without complaints or |elay. Your .success depends on Medicaid, % 
and good . relations will help., 



Legal Requirements 

To run a wheelchair transportation service, you will need to get a 
city Jsusiness license- Depending on your location, other licenses may 
also be needed. If you operate outside your own city — which you 
' probably will — you may need a transportation license. Some cities * 
require a/'neeVand necessity" license, which is more expensive. This 
mentis you ciust prove that your ^services are needed in the community- w 
outside your own. Its purpose is^€o protect existing* businesses in that 
city. t m 

Your state may also ha\re requirements for your drivers and your 
vans. A. driver's license is ^.obvious requirement . In addition, your 
state will probably require '^fl^rst-aid course for drivers and certain 
safety equipment for your vafts. ~ You will also need good insurance, 
which is expensive in this business. - 

In addition, you wilt need to apply for a Medicaid Provider Number. 
This is true in all states except Arizona, which has no Medicaid • 
program. Most of the income in a wheelchair transportation business 
comes from Medicaid. Anyone doing business wfth Medicaid must have a 
provider number. This takes 30 to 60 days, so Ije sure to apply for it 
well ahead of time. When. you apply for it, you will also learn about 
the many Medicaid requirement$ t; you must meet when you run a wheelchair v 
service. \ . 



!M .13 



9 



. Befbre starting the business* be sure to vi'sit.your iocal*City Clerk 

an<J Health Department to find out exactly what your local requirements 

♦ \ * « * 

are. * In addition, find put'if your state has an association of people 

working In the field of medical .transportation. If it does, join i^:.' 

It can help you in many ways* as you plan, begin, and run v your business. 

S\ , 
Summary * ; $ . ^ 

♦ . k < ^ 

A wheelchair transportation ^arvice provides transportation for 

sick, elderly, ahd wheelchair patients, mainly for medical purposes. A 

desire to help- people and ,an understanding for tlxe sick an<J"elderly are 

important qualities for the owner of. this kind of business to have. The 

'successful owner mil try to offer special and high cjj)ality "service in 
'brd^r to compete well. 

i , 
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Learning Activities 



Individual Activities * * f s 4 * • ~ 

1, Dq you have 'the right personal' qualities to^run a wheelchair trans- 
portation service?. Chetk each' statement below that describes you. ^ 

I li*ke,to Jielp -people. - ^ 

- I like to be with elderly people. I would be gentle and 

_____ , - • * 

•patient with thepi- - 

I don't mind being with sick people. I'm no't "squeamish" 

about illness. 

I ,like to l?e around doctors and nurses,. 

♦ / 

I'm friendly a?id outgoing and can "sell" myself. \ 

v- : / 

.I'm willing to work 125% time if necessary to reach a goal. > 

2. What'stdditional education and experience would you need to start a 
wheelchair transportation service? 

'3. Look up "Anfbulance Service" .in the Yellow Pages. Decide which 

businesses listed there would be competition for you. Call one and 
ask what services %t provides. ^ 

4, Think of a "catchy" name for your wheelchair business that 'also 
describes the service you are offering. 

5. Call up your local City' Cl$rk and Health Department?^Find out what' 

' legal "Requirements you would have to meet to start your own wheel- * 
chair transportation service. 



i 11 



Dis cission Questions * ^ ... 

— p* — ■ — ■ 

1. ' Do you think Chuck Ng will be successful in runni^ his own busi- 

ness? Why or why not? • 

2. What needs do^the services of a wheelchair transportation service 
meet? Do you think these needs exist in your area? Why or why not? 

3. What do you think is meant v by the statement:^ "Your drivers are your 
good-will ambassadors"? * > 



Group Activity 

Invite an owner /manager of a wheelchair transportation service to,, 
visit your class to share her or his experiences running the service. 
Use a personal contact in a hospital or nursing home, if possible. 
Otherwise, use the Yellow Pages. List questions you would like to ask 
the visitor*, such as: * I . ^ 

4£- What is your background? , 1 

2. Why did you choose to opeln a wheelchair transportation service? 

3. How much time did you Spend planning your business before you 
opened? What did you do? * * 

4. What kinds of experience or personal qualities have been most 
valuable to you? 

5. How did you decide on your location?* 

6. - What services do you provide? f 

7^ How much money did it take to get started? Where did you get it 
8. Would you do it again? 




1> 
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UNIT 2 



Choosing a Location 



To help you choose a location for your wheelchair 
transportation service. 



Objective 1: List three things to think" about in 
deciding where to locate your wheelchair trans- 
portation service. - 

Objective 2: Pick the best location for a 

Wheelchair transportation service from three 
choices. 
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CHUCK CHOOSES A LOCATION 



"Now I need to decide where 1 to start_my business. I'd 
really like to stay here in Oakland, but I have to find outf 
if my chances here are good." *' 

Chuck knew that there were already two wheelchair 
tpansportitiqn services in Oakland. His experience at AAA 
tbld himAhat business was good. In fact, AAA was planning 
ti add a van to its fleet of three. Chuck found out that 
the other company, Handivan, was doing well, too. He also 
learned tlTat a new nursing home and a new senior citizens' 
housing , development were being built nearby. K - 



^ . "I've decided' Oakland is big enough for me, too. 
not afraid of some healthy competition. 1 " 



I'm 



Next Chuck had to decide where in Oakland his business 
shouid'be. He took a map and located all the hospitals, 
nursing homes,* and other areas where his patients would 
proJ>ably t come from. He marked areas that were fairly 
central to his customer's. He knew, that a central location 
would save gasoline anil increase the number of .trips he 
could make each day. He also wanted to be close to a 
freeway to shorten his travel time. 

"What else'' should I look for?" asked Chuck. "I need a 
place with parking for my .vans. I want a place that's 
cheap. My customer^ will never see it, v and I'd like to 
save money somewhere. But I'd also like a place with two 
rooms so^That the phone and radio .-can b4 ^separate f^ofli«my 
office." 1 ; ' 

With these thoughts in mind, Chuck* w^nt look**ig >f or an 
office. Without too much trouble, he *f ound^a small 
two-room office with a parking lot out back for $250 a 
month. It was on a side street in downtown Oakland, just 
two blocks from jzhe- central freeway ramp. 
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Choosing a Location 



There, are several things to think about when choosing a location for 
your wheelchair transportation service. You m&st answer questions such 
as these. * fc 



• What "type of area should I look for? Are there enough customers^ 

\ 

in the area? 1 

• What is my' competition? 

•* Where should my office be located? / 

• * What type of office do I need? * % 



type of Area and Customers 

V 

» *■ 

Look for an area where there is a need for wheelchair transportation 
services* Find an area where large numbers of elderly and handicapped 
people* liv$. The area should also have several nursing homes and 
general hospitals. From three to five nursing homes and two hospitals 
would be ideal. In such an area you can 1 be fairly sure of enough doctor 
visits and hospital discharges to support your business* 

( • 

Contact the nursing homes and hospitals to find out whether a need 
for your* service exist s^ Find out what they would like from a wheel- 
chair transportation service. Try to identify some customers at this 
tpae. 1 



Competition > < * $ 

It wou 
a prat i t£o 



It would be nice to start yoftr business where there is little 
£omjnftit|.on and where a need for your -service^ exists. As mentioned 
earlier, use the Tjgllow Pages to find out about your competition. See^ 

16' Vj 
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how many exist, <wheYe they are located,* and what services they offer. 
You may determine, as Chuck Ng di£, that your competitors are busy arid 
that there is a strong demand for your services. If so, don't be afraid 
of some .healthy, competition. Common sense will tell you to avoid %rea 
with too much competition, where, businesses are failin^to grow or are 
failing altogether. 



Location and Type of Office 

V 

When you decide on a central location, here's what to look. 'for pa an 
office, 

• Find a small, simple office. You don't need a^ fancy office, «. 
Your customers will never even see it. Chuck decided on a small 
two-room office on a back street. You, too, might want a room 
for < yourself and another room for your telephone and radio 
equipment. 

• Find an inexpensive office. Si*nce your customers won't see your 
office, you can* save money here. Of course, don't cut. corners 
too much. A rundown office with poor p^um\>ing or heating will 
cause headaches you don't need.*' Also, try to rent on a month- 
l^o-month basis or get the shortest-term lease possible until you 
know how you're doing. V 

• Be sure there* is enough parking space. You will need off-the- 
i street space to park your vans. » 

When you decide' what you nfeed ^in a location,, get information that 
will V\g^Lp you vfind the be>st spot. Get suggestions from realtors, 
business people, and the Chamber of Commerce in the areas you are 
'considering. Look on maps and visit possible offices to see which meets 
your needs best. I 
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Summary t _ 

Pick a location for your wheelchair transportation service where 

elderly and handicapped people live and where hospitals and nursing, 

homes exist. Choose a central location, with freeway access, as close 

to your customers as possible. Find a small, inexpensive office that 
• » — ■ 

h^s parking space for your Vans. ' 
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Learning Activities 

t 



1# List five things to lool^ for when deciding on a location for a 

wheelchair transportation service* e * * 

2. <Make a list of the nursing homes, and hospitals in your area — places 
where customers for a wheelchair transportatiotr*service might come 
from. Use the Yellgw Pages. Mark th^ir locations on a map of your 
a*rea. 



fellow r 



,3. Call one of these nursiijg homes or hospitals. Find out if they ' *y 
would ('or do') use wheelchair transportation services. * If? they m 
already use suc 4 h services, arcy their needs being met? If next, what 
* would they like from a service? 

mf 

Visit one of the wheelchair transportation services in your area 

(froin Activity 3 in thl first uitft). Do you think it is in a good 

location?. Why or why .not? * 

1 ^ ' 



Discussion Questions , 

1. Based t>n what you learned .in'the Individual Activities, do you think 
it would be wise to start a wheelchair transportation service in* 

>» ♦ • o 

• your area? 

2. Do you thJTnk Chuck/Ng picked a good location for his service? VfKy 
or why not? 
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3p Do you think that location helps make a good impression on the 

customers of a wheelchair transportation service?* Why or why not? 
What" other things are important; ^about the location? 

Group Activity 

Assume that you will open a wheelchair transportation Service in 
your area and do the following. 

1« Use the information you |ound in the Individual Activities to 
decide^what geographical area your service will cover. You can 
do this in the following way. Tarke a local map. Locate the , 
hospital and nursing homes in your^trSa on the map. Draw a 
boundary around the area that includes these places. 
i 

2. Discugs^ possible locations for your business. Use your knowl- 
edge of the area's roads, traffic patterns, other businesses, k 
and office buildings. Discuss the advantages and 'disadvantages 

. of , each. * , 
• 

3. Decide on the best location. 

v 

4. Discuss what kind of an ctffice to look for. 
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UNIT 3 



■> , Getting Mo^ey-to Start X* ' * " * N 



Goal; To help you plan how to borrow money to start your « 
wheelchair transportation service/ 

Objective 1: Write, a to^sineSs description for your 
wheelchair transportation service. 

4 

Objective 2: Fill out a form showing how much money 
you need to borrow to start your # wheelchair 
transportation service. » ^ 

> 
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0HUCK GETS MONEY TO START HIS BUSINESS 



Chuck had been able to. save $10,000 for his business. 

"I've be#n living on a shoestring for a long time, 
saving money for this business. Now that I'm ready, I 
don't want to start the business on a shoestring. I don't 
want to go overboard either. But if I start with two good 
new vans and jradios* I can provide better service to my 
Customers and create the kind of professional image I want. 
I can bprrow most of the money anyway.. I'm confident I'll 
succeed and be able to pay back the loan w^th no trouble." 

• To find out just how nnich^He would need Xo borrow, 
Chuck made a list of his expenses: 

Salaries (2 drivers & cfffice person — 6 mpnths). $13,000 

Rent (6 months) * . ^ 1,500 

Gasoline and maintenance (6 months) 1,200 

* Utilities ^nd phone deposits 
.Furniture and office equipment 

2**vans equipped, including 2-way radios and 

' receiver 25,000 

Licenses, insurance, and advice ^ 2,000 

Advertising t *" 300 
Printing and supplies 



200 
500 



200 



Chuck knew the bank would need to 'know all about his 
business plans. So he prepared a detf&fed description* He 
included information about the services provided, the loca- 
tion, the customers, the, competition, and his plans for 
success* v 

Then he made an appointment with' the manager of his 
bank. — She gave him a statement of financial need to fill 
-out before trheir appointment. She was impressed with 
Chuck's careful planning, drive, self-confidence, and will- 
ingness to invest his savings. She smiled and said to > 
Chuck, "You've planned welt. and you're off to a good start. 
Your loan is approved." 
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; Getting Money to Start 



All new businesses require money to start up. *You will, probably have 
to go to a bank or to the Small Business Administration to borrow money. 
When you apply for a lpan, ypu will need to provide information about 
yourself and your business. You can start now to keep a list of your 
education and work experience. This will help you provide the informa- 
tion about you. 



To provide information about your business, you will need to prepare 
a business description and £ statement of financial need. 



Business Description 

Chuck* s banker wants to know exactly what kind of business Chuck is 
planning and how he will run it., She wants to know how carefully he has 
planned for it. Your banker will want the same kind of information. 

A business description should be written cleanly and simply. It 
should include the f ollowin^inf ormation. 
. • Kind. What services will it offer? How will it be run? 

• " Location . Where will it be and why>? 

• Customers . Who are they and where will they comef ftom? 

• Competition . What is the competition? 

• Plans for success *' How will you "beat" the competition? Read on 
to^see how Chuck's business description covers .this information." 
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Kind of business ; ' I f -plan to start a wheelchair transportation ser- 
vice. Its name will be Medivan. It will offer transportation to 4 elderly 
anci wheelchair patients who need help traveling to doctors' o'ffices, to 
treatment clinics, and to and from hospitals and nursing jiomes. 

: - % \ • 
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> "I 



plan to buy two new vans and equip them for ^wheelchair service. 
I plan to hire one driver. I will drive the second van. I will also be 
in charge of advertising and selling oux services. Twill hire one 
full-time office person ro answer , re qu^ts for service. This person 
also will dispatch the, vans, and do billing and other office work." 

Location . "I plan to locate at 250 Cl'ay Street, in a small two-roorn 
office with parking space* for my vans. I can rent it for only -$250 per 
month. It is centrally located and convenient by freeway to the hos- 
pitals arid nursing homes I will be serving." » 

WW 

Customers * "Most of my customers will be elderly patients, on 
Medicaid, from six local nursing homes and hospitals. I also hope to be 
able to serve customers at the newyiursing home and senior citizens 
housing development being built now in Oakland.'" 

f 

Competition . "There are two other wheelchair transportation services 
in Oakland, AAA Ambulette Co. and Handivan. They are both successful 

businesses. I feel there is room in Oakland for another service." - 

* 11 

* Plans for success . "Medi van's business image will be friendly and 

r 

service-oriented^. My^motto will be 'I'm new and v hatfe the time and 
desire to of fer excellent service.' I plan to grcfw slowly. I will add 
vpns only when I am sure I have enough calls to support the extra, cost." 

You can see that Chuck'X business description gives much of the 
information the bank wants'. Next you will learn about the statement of 
financial need- 



Statement of Financial Need 

Your statement of financial need must show (1) you^Sstart ing 
expenses, (2) how much' money you already Tiave*, and (3) how much more you 
will need. ^ - *"/ 
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^Starting expanses . Starting expenses that are unique to the 
■wheelchair transportation business include the following: 

• • 1 or 2 vans: $4,000 used - $10,000 new for each 

* • Equipment for vans: $1, 500-2, 000/van (wheelchair r^mp, holding 
device, first aid kit, fire extinguisher) 

• 2°-way radio and receiver:* $1,000 radio, $1,000 receiver 

• Insurance: $1, 000/van 

In addition, from three to -six months of operating expenses are 
needed in the beginning. Remember Chuck: he figured In six months of 
salaries and rent. The reason is that most of your income will come* 
from Medicaid. These payments, especially in the. beginning, take from 
^90 to 120 days. Some business owners say it takes six months before 
money* starts to come in on a regulac basis. 

Starting expenses for a wheelchair transportation service Can vary 

quite a bit. Chuck, for example, did not^want to "start on a shoe- 

\. * 
string./' He had large savings, a lot of confidence, and was not afield 

to borrow mtfney. " His starting expenses were more than $40,000. 

It is possible to start £. service with muc-h less money than Chuck. 
Here are some ways^-to do it. 

• Start with one van instead of two. Scheduling problems may be 
greatir if two patients want to go somewhere at the same time. 
But if there's little or no competition in your area, it is 
possible to start; with one van. 

•/ Lease your vans and equipment or buy. used equipment v This car^ 
cost less than half of what new equipment costs. Leased equip- 
ment aiso doesn't require a down payment. 

• Delay buying^radios until the amount of business covers" the cost 
When business is light, calls can be' made from pay phones. 

Sample statement . Whet* you know your starting expenses, you are 
ready to fill out a/^tatement of financial need such as this one. 
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STATEMENT OF FINANCIAL HEED 



Starting Expenses 

Salaries 

Building and Property . 
Repairs and Renovations . 

Equipment and Furniture 

Inventory or Supplies 

Advertising 

Other 



Money on Hand 



Cash on Hand 

Gifts or Personal Loahs 

Investment by Others 

TOTAL 



v 



TOTAL 



TOTAL STARTING EXPENSES 
TOTAL MONEY ON HAND 
TOTAJj LOAN MONEY NEEDED 



The forms you will actually use to apply for a loan may be slightly 
different. The items listed may not include all of your own needs. For 
example, Chuck had several expenses that would -need to be included as 
follows: vans and tadios under "equipment and : *f urniture" ; utilities and 
phone deposits under "building expenses"; business licenses, insurance, 
and accounting under "other*" Chuck should list these^ separate items on 
his statement of need. 



Summary 

« * t 

-In applying for a loan, you will need to provide a description of 
your business and a statement of financial need. The amount of money 
needed -to start a wheelchair transportation service depends upon ttfie 
number of vans you start with and the amount of money you are able to 
spend. You are likely to need (20 borrow some money. You also will need 
to provide a statement of financial need. 
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! Learning Activities 



Individual Activities 

1 1 o 

l r . Write a business description for the wheelchair transportation 
service you might start. You may have to "make up" some of 'the 
information, such as the addre'ss. Include information about the 
(1) kind of business, (2) location, (3) customers, (4) competition^ 
and (5) plans for success. Your description should be simple and 
clear. A loan officer should approve of it. * 

2. ' Answer the following questions about Chuck, 

a. How much money did Chuck need tcT start his wheelchair trans- 
portation business? 

b. How much money in all did he have available to start /J* is 
business? 

c. How much would he need to borrow? 

d. .How much less would he spend on equipment if he started with 
only one van? 

e. How much less would he need for -salaries, rent, gasoline, and 
maintenance if he planned for only the first three months? 

3* Fill out the statement of financial need for Chuck. List items that 

• • 
don't fit-under "Other." Include any special explanations you "think 

* are needed. 



Discussion Questions * 

1. Do you think Chuck's business description is a good one? Does it 
include everything it should? If not, what should be added? 
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2. If you were the loan officer at Chuck's bank, would, you give him the 
loan? Why or why not? Would you need to know more about hinf'before 
lending him the money? 

3. Starting expenses for a wheelchair transportation service can 
probably -range from as low as $6,000 to much higher than $40,000. 
What -reasons can you give to explain suctt a wide range of starting 
expenses? What are the advantages of starting off low? High? 



Group Activity , 

Monica Jones is starting a whee^Kair* transportation service. 
Unlike Chuck Ng, she is on a "shoestrwfe" budget. She has $2,000 of her 
own to invest in the business. Her parents are loaning her $1,000. She 
doesn't want to borrow Wre than $6,000 so she will have to start with * 
only one van. 

r 

1» Prepare a statement of financial need for Monica. List all her % 
starting expenses, money on hand, and loan money needed. * 



2. Discuss the advantages and disadvantages of Monica's starting on a 
tight budget as compared to Chuck's higher budget. 
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UNIT 4 



Befng in Charge 



j 

Goal: To help- you plan how to hire, employees and divide 
the work of your wheelchair transportation service. 



Objective 1; Decide how to divide the work of your 
* business among several employees. 

Objective 2: Pick the best person for a specific 
job in your business. 

C Objective 3: List three ways to keep yotir people 
happy. 
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CHUCK "IN CHARGE" 



tfith money in hand, Chuck was ready to start to ' v 
"manage" his business. He knew that he had to-do several 
things right away. He had to decide what jfc^bs needed to be 
done. He also had to hire the people to do them. 

Chuck thought about the jobs that needed to be done. 
"I know the most important jobs are driving patients where 
they need to go, answering the phone, and telling the 
drivers where they need to go. I'll also need # to sell our 
services to customers and do paperwork like billing and 
accounting. With these jobs to dp, what do I need in the 
way of people?" . . ^ 

Since Chuck was going to start with two vans, he 
decided to hire one driver Besides himself. He also 
decided to hire a clexk to answer- phones, send drivers out, 
and do papefworK. 

Chuck remembeVd some words of advice from his teacher 
in small business management: "Success or failure depends 
on the people you , have, especially^ a small service 
business." 

He knew he would have to be very careful about whom he 
hired. He would interview each person and check their 
references carefully A Ffc>r his driver, he would seek some- 
one who seemed -stable, had a good driving record, and would 
work well with elderly and sick people. For his clerk,. 
Chuck would look for someone Who would b£ cheerful and 
polite on the phone and could do the office work too. This 
person woujd also have to know the area so that-cairls- would 
.be organized efficiently. Chuck knew thit "every mile 
costs." Since he was in the business of helping the sick 
and handicapped, Chuck also decided to find a handicapped 
person to work in thf office. 



t 



After talking with several interested people, Chuck was 
pleased tp hire Sarah Casey and Cassie Edwards. 'Safah was 
a 22-year-old emergency medical technician who had not ( 
liked the stress involved in driving an* ambulance. Cassie 
was a 43-year-old secretary* who had been in a wheelchair 
for twenty years after a skiing accident. 
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. Being in Charge 



As you .learned from Chuck, owning and operating *a wheelchair trans- 
portation service involves several basic tasks. Getting these tasks done 
involves hiring and being in charge of other people* In this*, unit you 
will learn about: • # 

• the tasks involved and the peQple needed to do t-hem; 
* • hiring these people; and " , « 

*• « keeping them happ^y- 



Deciding Who Will Do Eacfr Task 

v « 

Six major tasks are involved in running a wheelchair transportation 
service. 

. • Driving customers (patients)* where they need to go. 
» Filling customer requests (or work orders). This involves a lot 
of telephone work matching work orders with available drivers^ 
' • " "Selling" your services to patients and medical peopl£<who mfght 
, ' want to call 6n you. s — * 

• Keeping the vans in good working order. This includes regular 
servicing and repair, getting new tires, and providing gas and oil. 

• Keeping financial and other records (billing, bookkeeping, etc.). 
Interviewing, hiring, managing, and sometimes firing people. It ■ 
is possible, in a new small businesSf—f or two people to do all six 

f tasks. If you start with one van, you, the owner, can be the 

driver, the "salesperson," and the manager all in one. You would 
need to hire a clerk to answer the telephone, tell the driver where 
to go, help ar'rahge for servicing the van, and do the recordkeep- 
ing. This person is often called the dispatcher . Chuck started 
with two vans, so he needed to hire another driver besides himself. 
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Picking the Best Person for the Jo£ _j 

\ 

Probably th§» modt important job you will have is to, choose well- 
qualified, reliable/ people to work for you. Remember .the advice from 
Chuck's teacher: "Vour success or failure depends on the. people you t 
have/' Here are some things to look for in the people you tfirfe. 

A driver should have: t t 
a good driving record; „ - 

• the ability to read a map and knowledge of your area; 

• the ability to get along .well with elderly and handicapped people^ 
and'to de^l with their problems without being squeamish; 

^ • physical strength to move a patient in and "out of a wheelchair; 
and v 

• basic first aid skills. ' * 
A dispatcher/clerk should have: , 

• a pieasant telephone personality- ■ fc 

• a knowledge of 'the area and the ability to read* a map; . 

• * a good memory for voices and names (to ^member customers on the * 

telephone) and the ability to take messages tortec-tly; and 

• vtfasic office skills and an ability to be well organized,. 

Now you are ready to advertise the job you want to fill. Have each - 
person who applies for a job (1) fill out a written job application, 
(2) have a personal interview, and (3) provide personal* references. - 

The personal interview is especially important. It can reveal per- 
sonal qualifies that do not show up dn an application. - Your judgment . v 
about each person's personality is important in selecting qualified 
people. Personal references shoul^lso be checks out] carefully. . Look 
for stability in the/r job records, tfire people on a probationary basis. 
Evaluate them for satisfactory service after a period of, say, 90^days. 
Only after that time should you offer continued employment and fringe 



benefits. 
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A wheelchair transportation service, as an£ other business, must ♦ 
keep its' people happy. Xs owner of "such a business, you can keep your 
•people happy in these ways: ^ • ' 

• provide enough training; 

• have clearly stated policies; and 

• establish good personal relations, r 

Training , .Provide enough training and instructions to allow your 
people to carry out their assignments. Offer first-aid training to 
drivers if they do not yet have skills in this area. Have a new driver 
work fot^twhile with an experienced driver before going Qsxt on* her or 
his own. ' * , 

Policies . 6e clear and honest about your policies and pay. Tell 
interested people exactly how much you'pay and what raises and benefits 
thdy can expect when they work f ojp you. Try to offer salaries and 
fringe benefits tha£ are as least as good as your competitors. If * 
possible, give written information on your policies so that your people 
know exactly how you operate. And when- you establish policies, follow 
them in a businesslike manner. 

P 

Personal relations . Job "satisfaction comes when people like what 
they are doing a-nd feel they are^doing well. Tell your people if they 
are doing a good joj)* Be understanding when they have problems and help 
them work toward solutions. Have regular and personal contact with 
them, letting them know you care. As much as possible, make your ** 
company a pleasant, fun place to^beJ^^ . 

9 

O • ■ 

Summary- 



To operate a wheelchair traiyvjorj^&tion service, you need one*or moje 

drivers ^ncf a dispatcher/clerk^! Hiring good people involves reviewi-ng 

their applications, interviewfng thefn, and checking personal references, 

> • • n 
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Keepij)g the people you hire happy involves giving them enough training 
to do their' job well, having clearly stated policies, and establishing 
good personal relations. s 
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Learning Activities 



Individual Activities > 



\ 



1. Here is a list of some of the tasks that .heed to be done in a Wheel- 
chair transportation service:,- , 

a. Answer the phone. 

b. Deal with patients on a day-to-day 'basi s. 4 

c» Do billing. * * 

d. Take patients to the doctor. 

e. Visit tl^^tals and nursing* homes to "sell" the services. 

f . Gas up the vans. - 1 

j Write the letter(s) of the task(s) that Chuck, Sarah, and Cassie 
would have^to do in their jobs ap Medivan. 
Chuck - 

Sarah - * 

Cassie - * * 1 

2. tiatch each person with the qualities they need to do their job in a 
wheelchair transportation service. If the quality applies to both 
people, mark A and B*. 



A. Driver ' 1 

B. Dispatcher/Clerk 



1. Ability toAread map! 

2. .Strength*' t 

3. Pleasant personality 

4. Good driving record 

5. First aid skills 

6. " Typing and bookkeeping skills 
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3. L^t three tyffls of personal qualities that could show up in a 
personal interview but not on an employment application that mighty 
keep you from hiring someone!* 

4. Who would you hire as a- dispatcher f or-your wheelchair transporta- 
tion service? ^ 

a. Stan Campanella, friendly disabled veteran who has had five 
office jobs in the past year, good typist. * 

b. Vivian Ford, 36-year-old divorcee who needs a job to support her 
children, was a secretary for three years before being married. 

c. Carm Ruiz, 21-year-old woman who just graduated from secretarial 
school, has lived in the area all her^life, and has a pleasant 
personality. <s 

5. Who would you hire as a driver? 

a. Stuart Little, partly disabled airplane pilot with excellent 
references, frequent health problems that would make him \ 
understanding of the sick and elderly. • * 
• *b. Ann Cochran, former school bus driver add marathon jogger, wants 
► jja^-wh^re she can meet and help people. {/ 4 % * 

c. Michael Wong, A+ science .student, 'needs a job to help support 
his .way through school, wants to be a doctor. 



Discussion Questions «. .* n 

, % 

*' ■ . i 

1. What advantages' will Chuck have as a manager by, starting with two 
vans and drivers instead of one? Think of the jobs he would have to 
do with one vs. two vans. 

2. You are the director of Handicab Wheelchair Service. You have just 
interviewed David McGrath for a driver job. You like him very well. 
He seems well qualified for the job. He has good references from 
two nursing homes where he has worked as an orderly. Ttie only 
problem is that he was once "arrested on a drugjc driving charge. 
What should you do? Why? 
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3. Why do you think Chuck wanted to hire a handicapped person? What 
advantages might hiring Cassie Edwards offer? Any disadvantages? 

\. What do you think is meant by the statement, "Your drivers are your 
ambassadors"? 



Group Activity " * 

*, 

In groups oi two, role play one or more of the following situa- 
tions. Trade places.'with your partners to see how it feels to be on 
each side. ' ^ 

1. Delia Johnson started her wheelchair service with one van. Her 
business has grown almost too fast for her. She has "received twp 
requests from patients who each have doctor's appointments at 11 
a.m. Role play Delia's call to patient N,d. 2 asking him to change 
his appointments 

*> 7 

2. Bob Rabin, owner of Medlcab Inc., has Wen unhappy with his dis- 
patcher, Fred Deutsch. -Fred has become lazy and rude to patients 

'^and 'nurses on the phone. Business Has Actually declined. In 

addition, his billings have fallen b4hind. Bob ha^ decided to fire 
Fred. Role play Bob*ftrin& Fred. 

3. SaJ.ly*Friedman, owner of AAA Ambulette, wants to hire a replacement 
for Chuck Ng, who has just left to open his own business. She is 

* _ looking for a^ full-time drive;: with some experience with elderly 
people anc}.* knowledge of the are^. Role> play ■ Sally interviewing a 
well-qpalif ied person. v * - . 
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UNIT 5 



Organizing the Work 



Goal: To help. you organize the work of your wheelchair 
transportation service- 



Objective 1: On a work order form, list what needs 
to be done for one of your customers- 

Objective 2: Write a wo'rk^ sched,ul^ for yourself or 

an employee- , \ \ 

» > ✓ 



< 
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CHUCK ORGANIZES THE WORjC 



Chuck developed a work order form for Cassie to use for 
p"atient requests. He 'also developed a prescription form 
for-dctctors to sign requesting transportation for the>ir 
patients. This was required by Medicaid^ As a driver at 
AAA, Chuck "was given a schedule of*Jiis assignment £ each 
day. He decided to use the same driver schedule sheet for 
Medivan. On it toe co^ld also* list the no"n-driving jobs 
that he, as owner, knew he would have to in between 
driving appointments. t 

t 

Chuck was pleased with the number of calls Medivan was 
getting. He also liked his days. They were busy and 
interesting. However, he was not sure how well the jobs . 
were" being organized. To check on this, .*h e tape-recorded 
all incoming calls for several days. He also examined the 
work orders and schedules Cassie prepared. Here are the 
morning work orders he recorded for Monday, May 19. 

1. ' Dr.* Rowe requests pick-up fpr .Carver ^Jonefe, 311 State 

St., att 9 a.m.^ for appointment at Madseh Clinic to , 
x-ray his broken hip. Clinic is 5 miles frdm Jones's' 
home. r - 

2. Oaklaqd Hospital*ca,lls. Regina Lee, 4090 Louis Ave., 
needs to be taken home at 11. She has been, recovering 
from a stroke and is under Dr. Martin's care. 

3. Sidney Allen, 21 Porter St., has a dialysis appointment 
at Oakland Hospital at 11.. 'He's 15 minutes from the 
hospital. His doctor's name is Wong., 

4. Susan Sanchez wants to leave Prommer Convalescent 
Home' at 11 after recovering from heatft surgery by 
Dr. Shumway. She lives at 950 % Truman Ave. 

5. Belva Plain, 791 Pordham, needs to be picked up at 
9; 15 for appointment with Dr. Ruiz* She has severe 
arthritis*-* * 

6. T?om Webster, MSpatient of Dr. Tom's, must be taken 
from El Camino Hospital to Frommer Convalescent Home, a 
half-hour ride. Anytime is OK. 

Chuck was happy with the work Cassie was doing. He 
said to himself, "I think we're off to a good start." 



x 



43^ 



44 



Organizing the Work 



: Doing the work of any business, large or small, involves three main 
,steps: organizing the work, doing it, and finally checking the work to 
ensure high-quality and customer satisfaction. This unit covers the 
first; step, organising the work of a wheelchair transportation service. 
First you will , learn about recording and keeping track of the work to be 
done. This -particularly involves* filling the patient requests (or work 
orders). Then/ you will learn about scheduling jobs for yourself and 
your employees. 



Keeping track of the Work # * fr 

■You will* need to keep track of several things relating to the work 
of your service: k 

• transportation requests by patients (work orders); 

• doctors' "prescriptions" for patients' transportation; and 

• ' patient information. 

Work order form . When the dispatcher gets a request from a patient, 
^he or she must write down ^he request so that the service can be 
scheduled and carried out properly. A work order form is tfsfed for this 
purpose. . 

Chuck uses the form at the top of the next page for the work orders 
in his business. 
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DRIVE R_ 
NAME 



MEDIAN 
503 South Gate Road 
Oakland, Illinois 
(517) 345-0700 , 

DATE , 



TIME 



FR0M_ 
TO 



TO 



DISABILITY 



-5s- 



Mileage Charge 



CHARGE 

CASE NO. 


ONE >WAY 






RETURN TRIP 






DR. 








BILL TO 



























TOTAL * 




■ 



Each request is recorded on a work .order form^ As you can, see, the 
driver assigned, date, time, patient name and disability, and travel 
points are all written down. Each work order is ffled according to the 
date of the appointment. All work orders for a single date are pulled 
ahead of time in order to schedule drivers and times. Then they are 
given to the driver. After the service is performed, the driver fills 
out the bottom half of the form. This provides information on the 
mjlleage driven and the charges. It a^so i*s used for billing' purposes. 



Prescription form . If you recall, most of your customers will j|e 
covered by Medicaid. Medicaid requires a doctor's prescription for all 
non-emergency medical transportation. Here is the form that Chuck uses 
for his Medicaid patients* 



45 



46. 



y 



Date 

\ MEDICAID TRANSPORTATION PRESCRIPTION 

MED IVAN 
503 South Gate Road 
Oakland, Illinois 
^ (517) 345-0700 



is under my care and nonemergency 



transportation is requested for the followipg diagnosis and 
treatment: 1 




\ 



M.D. 



It's a good^rule to encourage patients to request services at least 
wg^Jt^ahead of time to allow time to send their prescriptions to 
edicaid for- approval. This also helps you make schedules ahead of 
time. Probably more than half of your customers will have regular 
appointments, weekly or more often. This will reduce the number i?f 
prescriptions and make scheduling easier. 

■ f 

Patient information . When a new Medicaid patient calls, you must 
get basic information about him or her. This includes name, address, 
doctor, Medicaid number, and»medical problems. Chuck's dispatcher puts 
this information on 3x5 cards and keeps them in a. -pimple file box on her 
desk. \ 

/ 



Scheduling the Work J , 

o 

Qhuck has to schedule the work of Jiis wheelchair transportation 
service, fle has to schedule all of the work orders. He has to decide 
how to divide them up between' himself . and his other driver. He also 
must Schedule the other tasks he has to do as owner of the business. 
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Driver schedule sheet . Chuck's dispatcher organizes all of the work 
orders for a single day by preparing a schedule sheet for each % driver. 
Here's a three-hour section of that sheets 



.Driver's Daily Schedule 
Date ' ' Name Van # 



Patient Name Pick-Up Mileage Drop-Off Mileage 



00 
15 
30 
45 
10:00 
15 
30 
45 
11:00 
15 
30 
45 



The driver fills in the mileage sections when he is transporting 
patients. The dispatcher also has a copy of the schedule. If new work 
orders come in, she can know at a glance whether and how it can be 
filled. She then can assign the job to the driver by radio. 

. General work schedule . As we said t bef ore, Chuck has 'other tasks to 
do in his day besides driving. He has to "sell" Medivan, arrange to 
service the yaks, and keep financial records. He sometimes has to* 
interview people for jobs or talk with his lawyer or accountant. 
Although alljof these tasks are not likely to bccuj: on a single day, , 
several might. Chuck must decide .which tasks' are most important and 
should be done fi*st. He must include these* tasks in his daily schedule^ 
along with his driving" jobs. Chuck .writes down these tasks on his 
driver^ daily schedule. ^ % 
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'Summary 

You will need to keep track of woW orders,, doctor's prescriptions, 
and patient information in your wheelchair transportation service. You 
will also need to schedule the work. The forms Chuck Ng uses may not 
exactly suit your needs. Use, whatever methods work for you. The impor- 
tant thing is to keep records of every work order-*and assignment. You i 
also need to schedule all work so that business will run smoothly. 



43 



48 



J 



Learning Activities f 



Individual Activities ^ , 

1. List three forms that a wheelchair transportation servicers likely 
to use. 

\ 

Upe the information in the case study to complete items 2-5. Use the 
blank forms in this unit for your answers. 

2. Fill out a work*order form, for tivl %>we f s request. Ftfll out all 
sections for whj.jch you hatfe the information. Have Chuck drive. 



3* Fill out a inscription, forjn for Sidney Allen 



*- i 



*4. Make out Chuck' and Sarah's, work .schedules for May l| v You will need 
to^use your own paper for one of the schedule^ 



<7 



5. On May 19. Chuck also- wants to do three things*- He. 'want a to meet* 
with his lawyer, visit the business office at the ^tta^sen , Clinic 4sa. 
sell his services, and gas up his van. Whei^|hould he schpdu^e % 
t,hese, tasks? , 



Discussion Questions . s * 

1. Rj[ta Casey started the TLC Wheelchair Service with one van." • Assume 

that she received the same work orders that Chuck did for«May 19. 

How should she best handle the same requests? 
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2. Do you think that Cassie, the dispatcher, should have a work 
schedule too? Why or why not? If "y^s," what tasks would be 
{Included? How would they be scheduled? 



When Frank Antoneli started Carecab, he said: "I hate forms and 
paperwork. Inventing and printing forms is expensive, too. We'll 
use scratch paper in the office and put pencils and pads in the 
vans. I'll hire people who have good memories and can organize 
well." - . 

How do you think Frank's business will run? What problems might 
Frank run into doing it his way? r 



Group Activity 



h As a group, see hbw many tasks you can think of that the owner of a 
wheelchair transportation service like Chuck's might have to do during a' 
busy day. Consider both routine and linusual or unexpected tasks. 

List these tasks on the chalkboard. Then number them in order of 
importance. Indicate which tasks should be d^ne f irst, . second, and so 
forth. Remember that Chuck's routine driving jobs must be scheduled 
throughout the day. 

Then make up a schedule for Chuck's day. Assume that Chuck has four 
driving jobs'. If there are too many tasks for him to complete in one 
day, suggest how and when these should be done. 
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UNIT 6 



\ 



> 



Setting Prices 



Goal: To help you decide how to set prices for your 
wheelchair transportation service. 



Objective 1: Pick the best p^rice for your services. 
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CHUCK SETS PRICES 



'Before Chuck actually began to make driving appoint- 
ments, he had to decide on prices. He had to set a base 
price for a one-way trip and a price per mile for each 
trip. He also Tiad to decide on any extra charges for 
things like unusual hours or long waits. 

Chuck knew that setting prices was fairly simple in 
this business: 

"I expect that Medicaid will pay for most of my 
patients. L know that Medicaid now pays $11-90 for a 
one-way trip plus $.85 per mile. It pays an additional 
$4.00 for a wait longer than 15 minutes and another $4.00 
for a night or early morning pickup; I '11 have to use 
'these* rates to figure my prices. I know that AAA charges 
$15.00 ^ txip, plus $1.00 per* mile, and, $5. 00 for extras* 
Handivan charges $15.50, $1.00, and $5.50." / 

Chuck decided to charge the same prices as/AAA. As a 
newcomer, he wanted to start out at the loyer of the going 
rates. He also wanted to provide the highest quality 
service to get some business from his competitors 1 t 
customers. • • # 

Before he firmly set these prices, Chuck made some 
estimates. He wanted to find out if he could make enough 
money in his first year to stay in business. Chuck did not 
like his estimates very much. At the Medicaid rate^s, he 
would barely break even the first" year. Chuck decided to 
go ahead with these priced, but he set two more goals for 
himself : 

"I will keep my costs as low as possible. I won*t even 
think of adding *a new. van or driver until I am sure of an 
extra 12 trips a day. And I'll try to build up my number 
of private customers as fast as possible." , 
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Setting Prices 



To be fficcessf ul/^you must set prices. for your wheelchair transpor- 



tation service that , 

• are ^competitive with similar businesses; 

#• are acceptable to Medicaid and to your private customers; and 

• allow enough profit. 

This is what Chuck tried to do when he set prices. 

In this unit, you will learn of A f our things to think about in s 
general when'fcetting your prices: 

• demand for your services; - t 
competition; * 

• operating expenses; and 

• profit. , 

You will also' learn about another important consideration that is 
unique to the wheelchair transportation business. This is the fact' that 
most- of your services will be paid for by Medicaid. 

■ ■ ; : - ■ * % 

. Demand for Services ' t * 

Customers ate willing to pay more for services that are hard to get 
and less for services that are easy to come by. For example, if there 
"were plenty of other wheelchair transportation services in' the area, you 
would Hgve to charge your customers less than if there- were few pr none 
available* 



Competition ' 

A* ' ; 

i 

- *« Your customers will not pay higher' prtces unless you offer extra 
services or better services. A customer will look for the lowest price, 
but^will also consider "the quality of your services* How helpful art 

'the drivers you send? How polite'and helpful is your dispatcher? 

Take Chuck as an example* He'plans to of fef excellent service. He 
a^Lso will introdu.ce himself to. customers as a new business person deter- 
mined to please custpmers with prompt and reliable service. 



Operating Expenses ' * ' 

Your" prices must more than cover $he cost of running your business. 
These costs are called operating^ expenses. 

* Expenses to run a wheelchair transportation service include such 
items as: 

• salaries; ' 

• building expenses (rent and utilities); 

— 9 _ -insurance; — — - _— ^ - - . — n — 



• van operation (maintenance and gasoline); 

• ' advertising; and * 

% furniture, equipment, and" supplier . 
i 



In a typical wheelchair service, about 50% of the costs will be 
salaries, 25% van operation, 8% insurance, and the remaining lV% divided 
up among the other expenses. 



You will need to : f igut'e^out hojw high your own operating expenses 
will be. If your expenses ate very -high, you may want to raise, prices, 
±X possible. This may'not be possible,- however. So you may n^ed to 
figure out how to out, your ^expenses. A good manager, in fact", tries to 
keep operating expenses' as low as'possible, or at le&st to save money 
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where it is easiest to do. Remember how Chuck saved as much as he could 
oti rent. 



Profit 



Your profit will**be your reward for all> of your hard work. Your 
prices must allow you to make % some profit. Profit is what's left after 
everything has been paid for. It may be* your own salary or some amount 
over and above that. You must decide how much profit you eaa make and 
whether this is acceptable for you. .Remember that many successful 
businesses start out with little or no profit in the^first few years. 
Chuck.found ,this out, too. 



Medicaid — A Special Consideration 

As you learned earlier, aver 90% of the customers of wheelchair 
transportation services are on Medicaid. Because Medicaid pays for the 
services, it^ust approve each/prescription. It also determines exactly 
how much will be paid for the service. Dif f erent ^state^ have different 
Medicaid programs. Approval procedures and payment schedules vary 
state-to-state* One thing is clear, however* Medicaid determines 
exactly how much your wheelchair service will get for services to 
Medicaid patients. * * % 

For example, Medi~Cal (California's Medicaid prograrii) currently , pays 
the rates given in Chuck's case study. This is the most Medi-Cal will', 
pay a wheelchair service in California, regardless of the prices offi- 
cially charged by the service. Medi-Cal patients will not pay the 
difference,* You get what Medi-Cal (or Medicaid) pays. 

s 

' You can see that pricing in this business depends mostly on what 
Medicaid allows for each service. You cannot- look simply at customer 
demand, competition, operating expenses, and profit to set prices. Most 
of your income will come at Medicaid 4 ratfes. 
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This does not mean %hat you automatically set prices to match the f 
Medicaid payments. In fact, you should do the following. - 

Set prices somewhat higher than Medicaid rates — how much higher will 
depend on the otherthings you must consider (demand, competition? 
etc.)- Most Wheelchair transportation services follow this practice for 
two reasons: . * , . » 

. ** • to encourage Medicaid to raise its' paymenf schedule; and 
• to allow for some extra income from private, non-Medicaid 

7 < 4 

patients (for medical and non-medical transportation). 

For example, Chuck set his prices at $15 for a one-way trip plus 
$1.00 per mile. Thi^-s was similar to his, competitors' rates. The com- 
petition had a fair number of private patients willing to^^ay these 
prices, and Chuck felt he cquld <1q as well* or better. Howeve^v because 
he would not be getting these prices from most customers, he knewNje had 
to depend on attracting large numbers of patients and on- keeping his 
cos v ts downy ^Tie^ould not be as, free to raise prices as many other 
businesses would' be- - 



Summary 

There are four things to consider in general when setting pjices; 
demand for service* competition, operating expenses, ^and profit. In the 
wheelchair transportation business, there is a fifth and special consid- 
eration. This is the amount that Medicaid will pay, for your services- 
It is the main guideline rn setting wheelchair 'transportation service 
prices. • , 
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Learning Activities 



Individual Activities 

1. List the five things to consider when setting prices for a 
wheelchair transportation service. ^ 

Which of these things is most important? 

2. ^Gall a wheelchair transportation service in your area^ Ask what 

they charge for their services. Try to find out what Medicaid 
pays. Tpll them you're a student doing research. Compare t;hese 
prices with other students? findings from other wheelchair ser- 
vices. Is there a "going rate" in your area? r 

3. Assume you are just starting your wheelchair transportation^ service. 
You are trying to set prices. Your competition charges $12 a trip, 
$.90 per mile, and $3.00 for waits or off-hour calls. Medicaid will 
pay you $10 a trip, $.75 per mile, and $2.50 for "extras." 

r 

How much should you change and why? * Pick from the prices below. 
- ' " a. $9, 4-65, and $2.25' • • ' 
b. $10, $W5, and $2.50 
cl - $11, 4. 65, and $2.75" - . 
d. $12, $.90, and $3^00 

4. Chuck finds he must rtise his employees 1 sala-ries by 10% next year. 
His operating expenses also will increase by 10%* Medicaid, 
however, does not increase i,ts rates. Should Chuck increase his 
prices? If yes, by how much? Why? * , 



■53 

58 



Discussion Questions 

~ ~~ ■ ^ 

,1.. If both of Chuck's competitors had charged the same rates ($15, y 
$1.00, and $5.00), what should Chuck have done? Why? / 

2. Why do you think such a large part of the operating expenses of a 

wheelchair transportation service goes to van operation and 

insurance? What do you think these expenses will be like in the 

future? ' 



Group Activity 

Read the following Case study and answer the questions^ that follow. 

Sari Hesse wanted to start a wheelchair service that was differ- 
ent from most others. She wanted to provide non-medical transporta- 
tion* to elderly and handicapped people. She would take customers on 
personal and group outings, to airports and'train stations, etc. 
She would specialize in group recreation. She would locate in an 
— .upper middle class area^oii Long .Island close to about five nursing 
homes and senior citizen housing projects. » - . 



Answer these questions to help Sari decide how to set prices: 

1." List the five things Sari must. think about when she sets prices. 



2. Arrange this list in order of the item's importance to Sari in 
setting prices.. Which will be most important? Which will be 
least important? * * \ 

3. How is Sari's situation different from Chuck's? 

s 

f 

4. What are the advantages and- disadvantages of each? 
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UNIT 7 



Advertising and Selling 



Goal: To help you learn ways to advertise and sell your 
wheelchair transportation service. ' > * 



^ Objective 1: Pidk one way to advertise your 
wheelchair transportation service. 

Objective 2: Design a printed ad f6r your 
wheelchair transportation service. 
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HUCK "SELLS" MEDIVAN 



Chuck was pleased*with how fast the number of -customers 
and calls was growing. Remember how, within a few weeks of 
opening, Medivan was getting six calls for a single, morning. 
How did Chuck manage to get off to such a fine start? 

From the very beginning, Chuck knew he would have to 
plan for advertising and selling the services of Medivan. 
He had learned a lot from Bob Washington, his b6ss at AAA. 
Bob had spent many hours visiting local hospitals and 
nursing homes. He let the people in charge know that AAA 
was ready and able to provide reliable transportation for 
their patients. In fact, one day Bob talked with. Chuck. 
"Do you know, in my first year of business, I visited over 
75 places, three times each, for a half-hour visit each 
time! I kept going back to remind them that we wanted to 
uc of service to their patients. I never knocked the cofc~ 
petition. I just let them know how good AAA was." 
• * » . 

'Chuck decided on the same sales approach. ~ After all, 
it had worked for Bob. 

"I know business will be slow at first. Since I'm ' 
going to hire,»a full-time driver, I|ll be able to spe^nd 
plenty of my time introducing Medivan to the .community. M 

Chuck designed a one-page flier describing Medivan and 
its services. He printed business cards and small note** 
pads with Medivan's name, address, and phone number printed 
at the top. * * * 

" Even before^'he hired Sarah and Cassie, Chuck started 
visiting local clinics, nursing homes, and hospitals. When 
business finally got started, he continued to make calls. 
In fact, he even got Sarah' in on the act. She became his 
unoffical "ambassador of good will." When she came to pick 
up a patient, she would stop- to chat with the director of 
nursing and .leave a note pad. Medivan's name would always 
be on the director's desk 1 . 
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Advertising and Selling 



' Advertising- and selling the wheelchair transportation services you 

<* 

*' *> • 
provide are very important to the success of your business. You can see 

how important it was to Chuck 'as he was starting Medivan. 

As Chuck- found, the best way to attract customers in this business 
is through personal visits to places dealing with elderly, sick, and 
handicapped persons-. Printed literature is helpful to have for these 
visits** Other printed ads can ^4 used but are not as important^ 



Personal Visits • ' » 

— * 

Making visits to places your customers will'probably come from is 
vital in the wheelchair transportation business. It is, a personal and 
e££jeci^iw-way--£o^in^roduce yourself and your services. * 



You, as owner, are likely to be the one to make these visits. It 
can be another pejson — your other -driver, for example. It should be 
someone who gets along well with other peogle ai^l LsCgaod at, "selling'! 



the business. 



First, make a list of all the places you think may need your ser- 
vices. Consider hospitals, nursing homes, .therapy centers (radiation, 
physical), rehabilitation centers (drug, alcoholic), medical and dental 
clinics, ^nior-e^^eM^-een^ers, and so forth. Make .a schedule for 
visiting e^kh pf them for the first time. You c^n visit some when you 
are picking up or (delivering patients. You do not have to"make appoint- 
ments ahead of time. Just drop in. you are not able to talk with 
the proper person at that time, then set up an appointment for a later, 
date. 
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Ask for the person in charge of arranging patient transportation. 
You might find this person at any one of a number of .places. The person 
couid be at the director of nursing's office, the administrator's' 
office, or the office of social services, for example. 

<■ 

Approach this person as Chuck did. Explain your services. Provide, 
a business, card—and flier (or brochure) * Don't knock the competition. 
Merely say something like this. "We're new in the business. We have 
the time and desire to offer excellent service. We'd like the^oppor- 
tunity to be of service to you. Try us." 

Once -business has started, repeat these visits, perhaps in a less 
formal way. Have, your driver drop in between<calls to chat and leave a 
brochure'^or "freebie" note pad. 

In addition, day-to-day telephone contact between customers and your 
'dispatcher is extremely important to your success. If your dispatcher 
is helpful and friendly on the telephone, 'he or she will be your best 
"salesperson." 

Printed Brochures and Giveaways 

v 

* * Remember that Chuck printed business cards and fliers feo give to the 
people he visited. Mediyan's flier is shown on the next page. 
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MED IVAN 
Wheelchair Service 



Provides 
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Safe and Inexpensive Transportation for Wheelchair Patients, 
Elderly, Disabled ' 
\+ ' 

To *fcnd From : Hospitals - Nursing Homes - Rehab Centers 
Therapy Centers - Doctors' Offices 
Dentists' Offices - Clinics - Airports 



Shopping and Recreational Trips Too 



MfeblVAN 
503 South Gate Road 
Oakland, Illinois 
(517) 345-0700 



It is important for ydu to have a one-page flier or small bro^hurfe 

that describes your services. It should l?e simple and attractive. It 

t 

also should* provide important information about your busirfess. Include 
any special features or services you provide. Include an illustration-, 
if possible, as Chuck did A You will also need a simple business card. 
Printed giveaways, or "f reefties" such as the note pads Chuck used/ or 
pens and calendars are alsc/ef f ective ways to. advertise. All of these 
printed ifems are given yut when 'making personal calls. 
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Refertals 

Referrals are an important source for new customers. As your- repu- 
tation grjws as a reliable, prompt wheelchair service, your business 
wilf probably grow. Customers w^ll use your services' more. t They m^y 
have been using other services besides yours. And they may refer other 
customers to you. 



Advertisements . s 

Most forms of printed advertisement are not very helpful in the 
wheelchair transportation business. . 

You will need t6 advertise in the Yellow Pages, but the ad probably 
will not bring^many customers. So just, take out a small, inexpensive 
ad. Do it wellhead of time so that the ad will, appear by the time you 
open. 

Newspaper advertising does not have mrnch payoff in this business 
either, especially in a large city daily. ^ If you are in agnail com- . 
munity, an ad in a small weekly might be worthwhile. 

► ' o * - 

The best place to put an ad, if -possible, is in a specialized pub- 
lication. Examples include a 'medical directory or a senior citizens' or 
handicapped group's publication. 



Summary 

Advertising and selling your services is very important in the 
wheelchair transportation business. The best way to "sell" is through 
personal visits and'regular contact with the hospitals, nursing homes, 
and- other places from which your customers will come- 
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Learning Activities 



Individual Activities 



/ 



1. Match the following forms of advertising a vheelchair transportation 
service with the words best* describing it: 

Newspaper A. Most impoi??ant "sale" technique 



_Flier B.' Important every single day 

^Personal visit C. Must be simple but attractive 

_Yellow Pages D. Not- very helpful in general 

_Phone calls E. Every small business needs to have one 



/ 

2: Look in the Yellow Pages uijder "Ambulances" (or "Wheelchair Trans^ 
portation" in -some locations). Find ads for wheelchair transporta- 
tion services. Compare them. What size are they? What information 
\ do tjiey include? Which ad do you think is best? 

3. Call one of the services you found in Item 2. Tell them you "are a 
student learning about small business advertising. Ask them to send 

. you i heir flier or brochure. Examine it. Compare it to Chuck's 
Medivan flier. , * , 

\ 

4. List at least five ideas for special features or ideas that would 
appeal to customers of a wheelchair seryice and- should be included 
in a flier or brochure. • 
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Discussion Questions 



1. Why do, you think it is^ so important £o r make visits to places like 
hospitals and nursing homes when you are starting a wheelchair 
transportation .service? 

2. Tammy Rozinsky was starting Ambucar Wheelchair Se-rvice. To attra 
customers, Tammy j>laced a large ad in the Sunday Tribune classifieds 
under "Services.'* She offered customers half-price rates for the 
first month and discount coupons for referrals. What do you think* 
of Tammy's advertising approach? 

3.. .What do you .think of fhuck's advertising and Sales approach? Does 
his flier meet the 'requirements you read 'about? Is there anything 
else Ckick might do to help ''sell M <^edivan? 



Group Activity 

' , ' 

Tn small groups, make out an advertising and sales plan for your own 
wheelchair transportation service. Design a simple and attractive flier 
or brochure that describes your byslness.' • 
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UNIT 8 " 



Keeping Financial Records 



To ttel{f you learn how j to keep financial records for 
your wheelchairv^ransportation service. 



Objective l: a Fili out a customer billing form for 
se^rvlce^a you* do, fbr a customer* 

Objective 2: Fill out a daily cash sheet for money 
you receive and pay out in one day^ 



* 




CHUCK KEEPS FINANCIAL RECORDS 

-) ' 

"Am^I ever glad I took those' business and accounting 
classes .before startling Medivan. ^J^Jtnew nothing about 
bookkeeping and billing before then. And I sure need to 
know about them nowf I have to ^set up a system of my own 
for Medivan.',! 

Chuck thought carefully about the way he expected his 
**' business to run.^ He then set up a bookkeeping system he 
hoped would meet hife needs. He had his accountant look it 
over and approve.it. 

Chuck bought a record book in which he could show Hbw 
much money came in and went out of Medivan each day. Each 
month he would be able to summarize his income and expenses f 
by using the records he had kept to fill out a monthly 
financial summary. i 

He also decided to bill customers once a, month, having 
seen this system work well at AAA. Since most of- his bill- 
ing Would be to Medicaid, he'd use the billing forms and 
methods Medicaid provided. For his private customers, he 
would usre a standard customer billing form^e bought ( at-, the 
, local stationery store. He'd bill these customers monthly 
if they^ used Medivan regularly. 

"I thJLnk when we drive a customer for the first time we 
should be paid on the spot," thought Chuck, "like a taxi. , 
We'll ask new customers if they plan to return during the 
month. If they say 'yes, 1 we can bill them monthly after 
that." 

After several months pf business, Chuck! s bookkeeping 
and billing system ^seemed to be working well. His onJ.y 
problem was delayed payments from Medicaid. When Chuck's 
accountant came to review the books after six mouths, she N 
called the system^ "a job well done." She told Chuck; ^"Once* 
the money £tart% coming in regularly f rom Medicaid, you're - 
on your way. " %m , > " , 
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Keeping Financial Records 

As a^business owner, you must have a clear way to keep track of your 
income and expenses. You must keep .good financial records to know how 
your business is doing and to make important decisions. As a wheelchair 
transportation service owner, you also must provide information to the 
government, especially Medicaid records and income tax information. 

Different businesses have'dif f erent recordkeeping needs and methods. 
The needs of your wheelchair transportation service will be fairly sim- 
ple. You will r need a way to bill customers for services provided. You 
also will need a wa^ to keep track of the money coming into your busi- 
ness (revenues) and^going out of^ your business (expenses). In this 
unit, you will learn about customer billing forms and daily cash sheets. 



CustomeryBilling Form 

If your wheelchair transportation service is typical, like Chuck's, 
you will use two bilfing forms, one for Medicaid patients and one for 
your private customers. 

Medicaid patients . Since Medicaid procedures vary state-to-state, 
the billing forms and methods you use for Medicaid patients will depend 
on where your business is located^' Each patient will give you his or 
her prescription. After it has been approved by Medicaid, you will bill 
the state on the forms provided. 

It is very important that you carefully follow all directions MSdic- 

* 4 

aid gives for filling out forms. If they are 1 not^ill6d out correctly, 
you may have to redo them. This can cause long delays in payment. You 

• • 7(J 
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cannotX afford these delays, especially when you are new and need every 

cent on income you have earned. 

\ % * 

* Private customers . A small percentage of your customers will not be 

V — 1 - 

covered byUledicaid. You will need to bill them, probably monthly as 

Chuck did.. This is the billing, form that he used: ^ , 



Customer : 


{4EDIVAN CUSTOMER BILLING 
Doris Ross 


FORM 




i 






Date 


Dates of Service 


Amount 
Charged 


Payment 
Received 


Balance 


5/31 




5/1 - 5/31 


$80 




$80 


6/12 




* 




$80 




6/30 




6/1 - 6/30 


$94 




$94 



A sample entry is made to show that on May 31 Doris Ross was billed 
$80 for services in May; on June 12, she paid the $80; on June 30, she 

r t 

was billed $94 for services in June. 

An item-by-item listing of all services provided should be included 
with the bill. Chuck simply attached customer copies of all work orders 
for the month. You might wish to do this or to attach a form such as ~~ 
this. Your<own needs should determine the method you choose. 
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SERVICES PROVIDED 








Date 


^ From 


To 


Mil cage 


Base Chg. 
& Milejgo 


hxtia 
Charge 


Total 
Charge 


6/7 


311 Clay Dr., Oaklawi 


Stone stoun Shopping 
Center 


'? 


$22 




$22 4 




Stone stoQn S.C.* > 


311 Clay Dr. 


7 


$22 




$22 


* 6/$l 


312 .Clay Dr. 


Oakland Senior Center 


10 


■ $20 




$25 




Oakland Senior* Center 


312 Clay Dr. % \ 


• 10 

r 


$25 




$25 



A sample entry is made to show how the form is used. On June 7 
Medivan picked Doris up at her home, 311 Clay Drive, took her to the . t 
Stonestown*Shopping f Center (a 7-mile trip), and returned her home. At 
$15 per one-way trip plus $1.00 per mile, the charge ^each way is $22. - t 
On June 21 a 10-mile trip was made, at a cost of $25 each way. 



Daily Cash Sheet . , . 

- -A daily cash sheet such as this can be used to keep track of the 
money coming iji and going out of your business each" day. Here, too, the 
form you actually use in your business may be different. Chuck, for 
example, used a record book dnstead of a cash sheet for his daily 
finances. ^ 



# 



79 



76 



DAIJ.Y CASH SHEET 
for June 30 



Cash Receipts 

Medicaid Sales $1,045 
Private Customers 



TOTAL CASK RECE1TTS $1,043 



Cash Payments 



Salaries 

Building Expenses 
Equipment and Furniture 
Inventory or Supplies 
Advertising 
Qther 

TOTAL CASH PAYMENTS 



$1,660 



$1,660 



A sample entry is made for June 30, A check for $1,045 from Medic- 
aid was received, and checks for salaries in the amount of $1*660 were 
written* At the end of each month, these daily forms (or records in the 
case of Chuck) would be summarized. They would be summarized again at 
year's end to provid^a complete statement of profit and loss. This 
will be discussed further in the next unit. 



Summary' 

Keeping good financial records is a necessary part of running a 
wheelchair transportation service. It involves properly billing both 
Medicaid and private customers for services provided* It aiatTTrfvolves 
regularly keeping track of the busines.s 1 income and expenses. 
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Learning Activities 



Individual Activities 



1. Fill in the blanks, using what you have learned about keeping 
financial records for a wheelchair transportation service: 
a. Special billing forms provided by the state are used 
for patients. 

b. 



Standard customer billing forms are used for 

customers. 

c. In this business, billing is likely to be done each 
d~. A daily cash sheet* is a daily record of t£he business 1 
and 



2. Fill out a customer billing iorm for Carver Jongs, who was driven 
once, on May 19, round-trip between his home at 311 -State St. and 
the Madsen Clinic, five miles away. 

t 

1 



> 










1 










r 


MEDIVAtf CUSTOMER BILLING FORM 




Customer: \? 










• 








Date 


Dates of Service 


^Amount 
\harged 


Payment 
Received 


. ^Balance 


i 


< 






•* 


.<£ 


i 
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-3. Chuck sent Hortense Lee the following monthly bills: 

,3/31 $145 
4/30 87 \ 

5/31 110 ' 

6/30 95 

Chuck received the following payments from Hortense: 

4/15 . $145 

5/10 87 
Fill out the Customer Billing Form below: 



MED IVAN CUSTOMER BILLING FORM, 
Customer: . J 


Date 


Dates of Service 


Amount 
Charged 


Payment 
Received 


Balance 













\ 



Chuck received these checks on April 15: Mrs. Lee, $145; 
Mr. Carter, $105; Medicaid, $940. He paid: salaries, $750; 
insurance, $175; advertising, $150j Fill out- his April 15 cash 
sheet. 
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DAILY CASH SHEET 



Cash Receipts 



Cash Payments 



Medicaid Sales 
Private Customers 



TOTAL CASH RECEIPTS 

A 



Salaries 

Building Expenses 
Equipment and Furniture 
Inventory or Supplies 
Advertising 
Other 

TOTAL CASH PAYMENTS ta 



Discussion Questions 

1. Why do'you think Chuck chose to use a record book for his daily 
revenue and expenses instead of daily cash. sheets? What wcfuld you 
choose and why? . * \^ 

2. Why is it so important to*follow Medicaid procedures and fill out 

its forms so carefully? What problems are\ likely if you do not? 
~ • •* « 

\ 

3. What other types of financial records would the owner of a wheel- 
chair transportation service have to kee^? 1 ', Think of othen types of 
money dealings this business would have. 

4. How would the financial recordkeeping of a retail business — a 
clothing store, for example — be different from that of a wheelchair 
transportation service? , 0 



Group Activity 



V 



Study the "Services Provided" section of'Doris Ross's billing form 
in this unit. Notice where she went and how much it cost. Do you think 
Chuck is likely to have many private customers like her? Why or why not? 
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UNIT 



Keeping Your Wheelchair ' Transportation Service Successful 

Sf 

Goal: Tq help you learn how, to stay successful* 



Objective 1: Figure out the net profit (before 
taxes), profit ratio, and expense ratio for a 
wheelchair transportation service* . 

Objective 2: State one way to increase profits* 



Obiective 3: . State one way to change your 
wneexcnaxr utciii&puii.cii-xuii ocxvj. 
sales. , 



„t,.J „ „. «M- ~ J - ~ ~ - c o 
" ■ ^- *«- vy **v» w « w 
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qo.ooo 
80.000" 

7QOOO 
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CHUCK WORKS TO KEEP MEDIVAN SUCCESSFUL 



Medivan is now three years old. Business grew quite 
rapidly during the first two years. Growth during this 
past year, however, has declined. Chuck said: "When I 
went into this business, I didn't like the fact that I 
would have to depend on Medicaid for my success. Now some 
of my, worst fears have come true." 

What changed in the past year? Medicaid tightened up 
some of its requirements in order to cut costs. It has 
been refusing to approve prescriptions like those it was 
approving last year. Chuck's Medicaid busine^ has fallen 
off by about .10%\ And his expenses have gone up by the * 
same amount. Although Medivan has a few more private 
patients this year, the added income has hardly' dented the 
income lost from Medicaid. 

Chuck was. worried about this alarming trend. He called 
in his accountant to review the books- A careful look at 
the figures confirmed Chuck's fears. Income was way down, 
expenses were up, and profits had greatly, decreased. 
"Chuck, you have a problem, and it can't be* ignored. 
You're going to have to cut costs, raise prices,, or get 
more business," the accountant advised. 

Chuck decided to act quickly. lie* knew raising prixes 
would net be very helpful since Medicaid rates had stayed 
the same. It would also be^hard' to cut costs very much 
because of' inflation and the debts he owed for his vans and 
equipment. Chuck^decided instead to offer new services to 
a new kind of customer. 



Chuck knefr that se 
and alctbholic patients 
treatment centers. Th 
patients, but the^ were 



e^ii 



local hospitals had psychiatric 
had to be taken to special 
pspitals had been moving the 
F acicuL 0) — — ina money doing so. The hospit- 

als also didn't like being in the transportation business. 
Chuck was able to get the hospitals to sign *.ontraci;s with 
Medivan, which would provide transportation at a lower cost. 
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J. Keeping Your Business Successful 




Chuck Ng very much wanted Medivan to be successful. He was willing 
to work^hard ~f or it to happen. 

\ 

You, too, will want to be successful in your business. How to-be 
successful is not always easy to see. • \ 



There are three important ways to keep your business successful. ' 

• Make sure you have enough cash. 

• Keep your profits up and costs down. 

• Improve or change your business when necessary. 

In the last unit you learned how to keep track of money to make sure 
you have enough. In this unit you will learn how to keep* track of and ^ 
increase profits and, how to change ^our business to increase sales. 

Keeping Track of Profits ' 



Keeping careful records of your income and expenses from year to 
year, as Chuck did, is a necessary step in determining profits. 



Profit/loss statement . Your income and expenses can be summarized 
each year on a prof it/loss . statement sucti as the one Chuck used. "He 
filled outgone for each year. The one shown on the next page is his 
'two-year statement, which he uses to compare years. 
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TWO-YEAR PROFIT /LOSS STATEMENT 
Year 2 


Year 3 




$ 


% 


$ 




Revenues 










■ 


Medicaid 












patients 


7-2,120 






■64J00 




Private 




i 








patients 


3,795 ' 






4,175 


i 


TOTAL 


75,915 


100% 




69^075 


lOO/o 


Exnenses 






* 






Salaries 


21,000 


t 




23,100 




Building 












LXpcUbcb 






i 






(rent) 


- J " 3,000 






3,000 




Utilities 


) ■ 600 






700 




Van Operation 


18,ldo 






19,000 




Insurance 


5, 000 






5,200 




Advertising 


1,600 






1,250 




Supplies 


250 






300 




Other 












(licenses, \ 












accountant, 












lawyer, etc.) 


5,400 

V 






5,900 - 




TOTAl 


54,950 


72% 




59,050 




Net Profit 


20,965^ 


28% 









From thts statement, you can see-that in his second year Chuck had 
• revenues $or income) of $75,915^ expensesof $54,-950. His net profit 
..was $20,965— the difference. between total revenues and total expenses. 



Two percentages are shown on the 'prof it/loss statement: 
ratio and the expense ratio. ' 



the profit 
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• The profit ratio is a percentage comparing net profit to r^enues 

D ' . . Net Profit ' n _ $20,965 _ 

Profit ratio = — x 100 = i 7c . Q1 . - 284 

Revenues $75,915 

This means that in Year 2 Chuck's .profit was 28% of the to^al 
rS^ney Medivan earned that year. 

• The expense ratio is a percentage comparing expenses to* revenues. 

_ . . Expenses $ 54, 950. _ 707 

/ Expense ratio = x 1,00 = i 7 _ Q1 _ - 72/6 

K , Revenues $75,915 



Y 



This means that in Year 2, 72% of Chuck's revenues went to pay 

o 

his expenses. 



These percentages can be us/ful in comparing your profits and 
expenses from year to year. They also ctfn be used in comparing your 
business, with other wheelchair transportation services. t 

Two-year prof it/logs statement . The two-ye^r profit loss statement 
makes it easy to compare figures. In comparing Chuck's figures, you can 
see that his revenues are down in Year 3, while his expenses have 
increased. , % 

' Improving profits . If you feel that your profits are too low or not 
growing enough, as Chuck did, you can try one ox more ways to increase 
them. Three basic ways to increase profits in a|fy business are to: 

• increase sales (g^pt more customers); 

y • raise prices; or, tfc ^ 

• reduce expense's* 



Changing Your Business to Increase Sales 

Chuck felt he could neither raise prices nor reduce expenses to * 
increase his profits.. He decided instead to increase sale$ by getting, 

new customers. If you decide you *want to increase sales in order to 

♦ * 

raise profits, there are two main ways to go about it. 

t 

• Improve the quality of your service. 



Change your service. 

86 
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Before -you try to do either of these things, you must find out^ 
whether f and 'how your service should be changed. To find out, 'ask your' 
customers and the hospitals,-nursing homes,- and clinics that serve them-. 
'Look at your community and your competition. Study new business trends. 
Profits and sales may be lagging for any one of ^ number of reasons. In 
Chuck 1 s~case, it was" - Because of new restrictions - !^ Medicalct^That ~ 
reduced the number of approved services. Other possible reasons include 
dissatisfied customers and increased competition. You must find out why 
your sales are down before you decide how to change. * « 

Depending on the problems, there are many types of changes "you might 

• v 

consider foi^ your wheelchair transportation service. You might need to 
improve • personal relations with** your customers or staff. You might need 
to improve the quality of your* staff. You might need to add (or drop) 
types of services or customers, as Chuck did. * 



Summary 



.A 



You can figure out profits and compare them year-to-year by record- 
ing revenues and expenses on a profit/loss statement. If you want to 
increase profits, you must increase sales/ raise prices., or reduce 
expenses. To increase sales, you may need to improve the quality or 
ma'k^bafeic changes in ,yo\tr wheelchair transportation service.* 
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Learning Activities 



Individual Activities 



1 



Use Chuck's case study to do the following: Write your answers on 
the 2-Year Profit/Loss Statement in the unit. - j 

/ . - 

1. Compute Chuck's Net Profit for Year 3. / 

2. Compute Chuck's Profit Ratio for Year 3. 

3. "^ Compute Chuck' s Expense Ratio for Year 3. 

4. Which year was a better one f or „Chuck? By how many dollars and what 
percent? 

5. What is the sum of the profit and expense ratios?^ Why? 

/ 

Discussion Questions 

1. Why is Chuck concerned about his declining profits? He still has a 
profit of more than $10,000. 

m 

2. What reasons can you think of for sales of a wheelchair transporta- 
tion service to decline? % t 

* 

3. Do you think Chuck' s *busine.ss is a success in his eye^ and in the 
eyes of the bank and community? 
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4. Handivan, one of* Chuck's competitors, suffered the same loss in 

profits due to Medicaid restrictions. Handivan went into the school 
^ busing business instead. Was this a good way'to increase profits? 
Compare tthis approach to Chuck's. 



6 ( 



Group Activity • 1 

Here are some new facfcs about Chuck's business. Read them and 
develop a plan to get his business back on the right track — to see his 
profits grow again. „ 

> - 7 > 

1. Medicaid prescription approvals continue/to decrease, 

2. Bob Washington becomes ill and decides to sell AAA, one of Chuc^Vs 

\ * * ( 

competitors. ^ ( 

3. Handivan goes into the school busing business in a big way. 

4. Chuck has bee-n feeling- overworked and^ias baen thinking about hiring 
( a part-time driver to free him to promote the business more. 



5. Chuck really would 
V * " ' 



/ . • 

lilc^ a third van. 
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SUMMARY 



A wheelchair transportation service provides transportation 
• for sick, elderly, and wheelchair patients, mainly for medical 
purposes. A desire to help people and an understanding for the 
sick and eld^erly are important qualities for you to have in 
order to own this kind of business. 

c 

t ^ . 

/ 

Locate your wheelchair transportation/service in an area ' 
> where elderly and handicapped p§ople^ live and where hospitals 
and nursing homes exist. Choose a location close and central to 
customeT57~Vith leeway 'access and parking spae* for your vans. 

4 • 

You wi£l probably need to ^borrow mor\ey to &f art your 
business. In applying for a loan, you will need ^to provide a 
description of your business and a statement of -financial need. 
The amount of money you will need to' borrow will* depend on the 
number of vans you start with and the amount of money you are 
able to spend at first. • ^ • 

To ^operate a wheelchair transportation service, you will 
need one or more -drivers and a dispatcher /clerk-- fiiring good 
people .involves reviewing their applications, Interviewing them, 
and checkilig personal references. Keeping the people you hire' 
happy involves providing, enough training for them to do their 
jobs well, having clearly stated policies, and establishing good 
personal relations. - 

o You -vill alscjieed^ to organise the work of your^service. In * 
particular, you will need fcr& develop work sch'edu^Les an*} keep 
track of work 'orders, doctors' prescriptions, and patient infor- 
mation. 



la, setting prices, you will need to consider demand for 
services, competitionf operating expenses, profit, and the 
amount that Medicaid will pay for your services* There are many 
ways to'sfll your services, including 'personal visits and regu- 
lar contact with <he hospitals, nursing homes, and other places 
from vhich your customers will come*/ 

V « * 

Si , 1 

Keeping good f inanciaJ^ecords is a necessary part of run- 
ning 'a wheelchair transportation service* You must properly 
bill both Medicaid patients* and private customers for services 
provided. You must also regularly keep track of revenues and 
expenses. By keeping good records, you can figure ojife : your 
profits and compare them year-to-year. 

To. own an<f operate a successful wheelchair transportation 
service, you^ need work experience in the field. You also need 
the special business management skills we have covered in this 
module. You can learn'business management skills through busi- 
ness classes, experience, or by \i<sing the advice anS example of 
an expert . I . * 

' You may not make a lot- of money by owning* a wheelchair 
% transportation service. However, you would have . the perjoij^l 
satisfaction of being responsible fror your business and making 
your'owndecisions. Think about *how important these things are 
to you in considering whether you should start your own wheel-*" 
chair transportation service. 



QUIZ 



The .main service provided by a wheelchair transporta- 
tion business is transporting / 
a* .wheelchair patients to outings and social 
gatherings. % 

b. kidney transplant patients to hospitals for 
follow-up care. 

c. elderly patients to doctors' offices and treatment 
centers- , 

d. Medicaid patients to and from airports and 
■shopping centers. , 

Which of the following personal qualities is least 
important for the owner'of a. wheelchair transportation 
service to have? 

a. * Experience working in a doctor's office 

b. Knowledge of accounting and other business skills 

c. Acceptance of elderly people and their problems 
'd. Ability to sell and communicate well 



List three things the owner of a^ wheelchair trans- 
pdrtation service can do to "beat*'- the 'competition.. 



v 



.a. 
b." 



c. , : ; » ; 

* ' — T" 



Anyone operating a wheelchair transportation service 
must g$t' 

a; a special driver's license. 

b. ^approval from the state highway patrol. 

c. a need and necessity license. 

d. a local business license. 



In choosing a location for a wheelchair transportation 
service, you must think about £he competition, the 
felderj. ^population, and the number of 
^a. nursing homes and hospitals in the area. 

b. small service businesses* in the area. 

c. freeways within a short distance. 

d. offices with parking lots available in the area/ 

Essie* Washington plans to tfpen a wheelchair transpor- 
tation service that* will serve a 15 mile area from 
Arnow to Hope. Most of her customers will be closer • 
to Hope. Which of these locations Should she choose? 

A first floor office on Main Street in Hope, roear 

stores, and parking, tent $400 per month, 
"b. Her own garage. She is midway between Arnow and 

Hope and the rent is $0. 
c. A sm^ll office near the freeway, about ^alfway 

between Arnow and Hope. Rent is $250 per month. 

List at least three of the important parts ofJa busi- 
ness description. 

*a. "J : \ 

b. ■ : ; a » 

C » ta 

d. 



Mike Cartel's starting expenses for his' new wheelchair 
transportation service are $26,700. He had $5,000 of 
his own money to invest a'W s $2,500 from his parents. 
' How'much money will Mike need to* borrow? $ 
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9. Which of these tasks will Linda Friedman, dispatcher 
for Handicab Wheelchair Service, be doing most of the 
. time? 

a. Driving patients to and from hospitals and 
doctors 1 offices — 



Calling hospitals and^nursing-homes asking thetf to 
Handicab 1 s services. 



us/ 1 



"c. Answering calls from patients needing to go to and^ 

from hospitals and "doctor ' s <bff ices 

& 

d. Keeping the vans in good working order through 

proper servicing and new tires 

I 

' / 

• / * 

10. Thd following people applied to v^>rk as drivers for _ 

Medivan. Which one should Chuck Ng hire? 
a- Darmon Wing, disabled veteran, golod sense of 
direction and ba6ic first aid skills, nice guy 

b. , S^ndy , Cohen,.* female weight lifter, nursing' hdme . 

volunteer, eager to learn the job • 

c. Francis Gonzales, good driver, pleasaqt^person- 
ality; occasional muscle ayd nerve problems . 

d. Diane Port^jf, friendly, small woman, experience as 
a medical assistant, poor sense of direction w 

4 • V 

11. List ^three ways a wheelchair transportation owner can 
• keep her />r hisj nursing staff happy. 

a. • ' / : ■ ; . 



J^T^A work order form for a wheelchair transportation 

service includes the name of the patient, the /M cfkte and 
t^ijae of the patient's pickup, and the • 
a. "time of the patient's return. 
• b. „age of the patient. *' © 



c. -approval of the patient's doctor* 

d. hame^of the patient's doctor. 



13. Which of the fpllowing tasks would the owner/driver of 
a wheelchair transportation service have to consider 

l most important in* her or his da^ily schedule? 

a. Driving customers where they need to go 

b. Filling work orders 

c. Interviewing .possible employees t * 

d. Visiting hospitals and nursing homes 

14. Tom McBain is setting prices for hksTEC Wheelchair 
Service. , His two competitors charge $10. 00 a trip. 

\ plus i$. 80 per mile.,. Medicaid pays $9.IK) a trip pl\is 
$.65^ per mile. How much should Tom probably charge? 
a* $9.00 and jfc.65- 
b. $9.50 and $.75 ♦ r ' 

c $10.00 and $.80 *» 
d. '$10.50 and $.85 

15. To advertise a new wheelchair transportation service, 

the most important thing you should first do is 
> • 

a. place an ad in the Yellow Pages'. 
— p^fige^ rr ad in the local newspapers, 

c visit all the hospitals in the area. 

d* get local doctors to refer you. 

/ * 

16. A goo.d flier or trrochuqp should above all 

a. describe ybur services in detail. _ ^ 

b. have an attractive illustration. 

c show your name, -address,* and phone number iti bold 



p^t. 

fit easily on a single sheet of paper. 



17. The front if a standard customer billing form will 



show the Jtaiount chargedVbaTance due,' and the 

a. - points of travel. 

b. 'cjLates of service. 



c. number of miles traveled, 
d» amount of gasoline used. 



18. Whfcch of the following information does a^Daily Cash 
Sheet include? j' , 

^ a. Cash sales and payments- 

b. Cash sales, payments, and profits 

c. Cash sales, payments, and debts 

d. Cash sales, payments, * prof its, and debts 



19. In Year 1, Chuck Ng/ s total sales were $60, 00 
total expenses were $50,000*. Compute the fol 

a,. Net profit f $ [ 

fe. Profit ratio = ~ % 

c. Expense ratio = % 



and 
owing . 



20. The profits of Heinz Kafka 1 s Medicab Service have* been 
declining for the past year? What can Heinz, d6 to - 
increase profits? 
a. - Lower, prices per 

B. Get' rid of his unhappy customers ' 
c'. Find some new customers 
sP. Fil* a nicer off icef 



21. fo increase* his sales, Heinz coi\.d 



a • 
b. 
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PROTECT PRODUCTS 



Entrepreneurship Training Components 



Vocational Discipline 



General 



• 



Agriculture 



Marketing and 
Distribution 



Health 



Business and 
*Ot£ice 



Occupational 
Home Economics 



Technical 



Trades and 
Industry 



Module 1 - 
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Module^ 3 - 

Module 4 - 

Module 5 - 
i 

Module 6 - 

Module 7 - 
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Module 12 - 
Module 13 - 

Module 14 - 
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Module 16 - 

Module 17 - 
/Module 18 - 
Module 19 - 
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Module 32 - 
Module 33 - 
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Module Number and Title 

Getting Down to Business,: What's It All About' 

FarjQ*^ui,pment Repair 
Tree Service * • 

Garden Center 

Fertilizer and Pesticide Service 
Dairy Farming 

Apparel Store 
Specialty Food Store 

Travel Agency 

Bicycle^tore ' j 
Flower and Plant Store ^» - 

Business and Personal Service 
Innkeeping 



Nursing Service 

e 

Wheelchair Transportation Service 
Health'Spa k 

Answering Servirce 
Secretarial' Service 
Bookkeeping Service 
Sofcvare Design Company 
Word Processing Service 

I ' 

Restaurant iusine.ss 
Bay Care Center 
Housecleaning Service 
Sep^tig Service m 
Home Attendant Service ^ 

Guard Service 

Pest Control Service" 

Energy Specialist Service 

Hair Styling Shop & 
Auto Repair Shop 
Welding Business 

Construction Electrician Business 

Ca\$entry Business ** 

Plumbing Business _ ( 

Ai^ Conditioning and Heating Service 
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Resource Guide* of Existing Entrepreneurship Materials ^ 
Handbook on Utilization >of the Entrepreneurship Training Components 



